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Communications in local government

Simply put,  local government 

communicators provide information that is:

● Timely 

● Accurate

● Complete

…so the public can make informed decisions 

about their community and daily life.



EVERYONE is on the marketing team

No matter what your role is in local government, you are representing the 
organization every day. Your words and actions translate to the public’s 
perception of the organization.

How many times have you heard:

“I never heard anything about that project”

“I’ve sent 10 emails and never got a response”

“I got bounced around to 3 different departments and still didn’t get an answer”

…we have the chance to make the public’s experience working with us a positive one.



Communication is a key element to success in 
local government

● Public Engagement

● Transparency

● Crisis Management

● Short and Long-Term Planning 

● Policy Implementation

● Internal Communication/Coordination

“The Right Message, to the Right People, at the Right Time”



Communication can’t be overlooked anymore

The digital age has brought about a paradigm shift in the way citizens 

interact with municipalities, leading to:

● Powerful tools for residents to voice their opinions and 

connect with local governments 

● An increased demand for transparent communication 

● Two-way engagement 

● Citizen-centric platforms

Residents' expectations for engagement with their local governments 

have evolved significantly. 



Trust, transparency and accountability

Distant government tends to be 

distrusted government.

People trust local government more 

than the feds and state gov - capitalize 

on that. 

Information-sharing and engaging will 

build that trust.



Positive civic experience

Often times, digital is usually the first experience someone has with government.  

Invest in good digital tools to make sure residents’ experience is a positive one.

Your website should be primary source of information - if people can’t find what they 
need, they will go elsewhere, or the rumor mill with take over.

Make updating your website a priority– it will save you time, energy, and resources in 
the long run. 

Respond to questions or concerns on your social accounts – it’s called social media for 
a reason. 

It’s easily forgotten, but our residents are our customers, and we should operate from 
the mindset that we owe it to them to be upfront about the work we do and should 
make it easy for them to do business with us.



What is public engagement?

Intentional - An active and intentional two-way dialogue 
between the public and governmental agencies, where the 
public has the opportunity to influence the decisions made 
by public-sector officials.

Inclusive - Government includes the public in the 
decision-making process.

Hint: Outreach is not engagement. Outreach is one-way 
communication, and doesn’t collect feedback.



Spectrum of 
engagement

Courtesy of City of Fort Collins, CO

Requires judgement, 

and knowledge of your 

stakeholders and 

community.



Example of Inform and Consult

Annual hydrant flushing program:

Tools you may use:

● Announcement on website
● FAQ
● Post to social media
● Video explaining what it is 

and what it isn’t



Example of Involve

Hiring a new Police Chief

Tools you may use:

● Details of recruitment process on website
● Public comment form
● Focus groups
● Get-to-know meetings and/or 

online Q&As with finalists



Example of Collaborate

Building a new high school

Tools you may use:

● School building committee
● Stakeholder meetings
● Comprehensive webpage or 

dedicated website
● Webinars
● Invitation to milestone events



Information consumption and sharing



Information consumption and sharing



What Channels Work in Your Community



What Channels Work in Your Community



Be your own newsroom



Know your audience 

You know your community best

● Take the time to understand the segments of your 

community and how they consume their information.

If you don’t know - conduct a survey - even if it’s just a free 

online survey tool

● Have an idea of how your community gets news.

Reaching the right audience can be the difference between 

community support or not.



ID what channels work in your community

Consistency - make sure you can keep feeding 
the beast.



Blend digital and non-digital communications to 
maximize reach

Not everyone is on digital. Make sure you integrate non-digital methods into your strategy.

Some common non-digital tools:

● Physical signage
● Phone calls
● Neighborhood meetings
● Door-to-door outreach
● Tax bill inserts
● Community partners

Not every piece of information can go out on every platform. 

Use your judgement and knowledge of your community to determine when to use both digital 
and non-digital methods



Audit your communication channels and assets

Map out the digital/non digital channels available to you, 

including community partners, so when that important 

project comes up, you can more effectively plan your 

comms. Hint: Establish relationships  with your 

community partners ahead of time! 

If you have limited resources, what has the highest 

impact? Rather than spreading yourself thin when you 

can’t adequately support it. Look at analytics–doesn’t 

have to be a deep dive.



Key takeaways

If you aren’t already, make sure any information your org is sending out to the public is also 
available and accessible on your website.

Through surveys, feedback, and review of analytics, determine which channels your 
community are most receptive to. Think of the highest impact channels and focus on them.

Public engagement is intentional and inclusive. Outreach ≠ engagement.

If you’re not saying anything, you’re saying something.



Questions?

Questions after the presentation? Email us:

Sean Dugan, sdugan@easton.ma.us

Jeremy Warnick, jwarnick@cambridgema.gov 
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